10/509373 



J 



X 



1/9 



CO 







IM 

FACTIONS 




IM 

JCATION 


LU 




Q_ 
Q. 






< 



CD ^ 



/ \^ ft co 



CO CO 
. LU LU 

Z in □£ 



V£!7 







o 


IM 

MESSAGES 
SEARCH 




iSAGES 
'LAY 




IM MES 
DISF 





10/509373 



2/9 



CD 

in 



o 

to 



CO 






UJ z 




UJ 






CL ill 


is 


— ► 








Q < 


LU UJ 




LU o 






s 











CM 
CD 



LU 




Q. 


UJ 




Q£ 






< 


1— 

CL 


Q 


< 


UJ 


o 


S 



o 

CO 



2 



LU 




CL 


LU 




OH 




ID 


< 


h- 

OL 


a 


< 


us 


o 


s 




UJ 




Q. 


UJ 




CL 






< 


1- 

Gl 


Q 


< 


UJ 


o 


S 



eg 



to 

CO 



1 



CO 



00 
CD 



% 

CO 



O) 

o 

0) 



0) 



2 

O 

UJ 



1 









IZATIO 








TION 


INO 


— ft 


CIA 


oa 




O 


X 




CO 


o 




CO 


z 




< 


>■ 






(0 








1 0/509373 



3/9 



80 



MULTI-MEDIA INTERACTION LAYER 



81 



INITIAL SET-UP AND CALIBRATION LAYER 



82 



INTERACTION ARCHIVE LAYER 



84 




INTERACTION ACCESS LAYER 



88 



ASSOCIATION LAYER 



90 



92 



94 



96 



98 



SECURITY LAYER 



FINANCIAL INFORMATION 
SYSTEMS LAYER 



APPLICATION LAYER 



BUSINESS LAYER 



FIG. 3 



iO/50937 



4/9 



MULTI-MEDIA INTERACTION LAYER 



102 



VIDEO 



AUDIO 



INSTANT MESSAGING 



104 



106 



108 



E-MAIL 



CHAT 



WEB CO-BROWSING 



110 



112 



114 



SURVEY RESULTS 



116 



SCREEN SEQUENCE 
EVENTS 



118 



FIG. 4 



10/509373 



5/9 



122 



INITIAL SET-UP AND CALIBRATION 
LAYER 



ON-SITE BUSINESS 
ORIENTED SET-UP 



ADAPTIVE SET-UP MODULE 



124 



126 



FIG. 5A 



128 



INTERACTION ARCHIVES LAYER 



INTERACTION RAW DATA 
DATABASE 



INTERACTION METADATA 
DATABASE 



KNOWLEDGE DATABASE 



ADDITIONAL INFORMATION 
DATABASE 



130 



132 



134 



136 



FIG. 5B 



10/509373 



6/9 

140 

j 

ADDITIONAL INFORMATION LAYER 



COMPUTER TELEPHONY 
INTEGRATION (CTI) 
INFORMATION 



142 



144 

CONTENT ANALYSIS 
INFORMATION 



CUSTOMER RELATIONSHIP 146 
MANAGEMENT (CRM) 
INFORMATION 



ENTERPRISE RESOURCE 
PLANNING (ERM) 
INFORMATION 



148 



TIME SYNCHRONIZATION 
MODULE 



150 



FIG. 6 



7/9 

152 



INTERACTION ACESS LAYER 





INTEGRATED RETRIEVAL 
MODULE 


154 








INTEGRATED PLAYBACK 
MODULE 


156 






FIG. 7A 


158 


ASSOCIATION LAYER 






TRANSACTION TO 
INTERACTION 
ASSOCIATION MODULE 


I UU 






FIG. 7B 


162 

i — ' 


SECURITY LAYER 






SECURE ACCESS 
INTERFACE 


164 







FIG. 7C 



8/9 

168 



FINANCIAL INFORMATION SYSTEMS LAYER 




TRANSACTION SYSTEM 


170 
172 


INTEGRATION COMPONENT 









FIG. 8A 

174 

. / 



APPLICATION LAYER 


,176 




MONITORING APPLICATION 




E-LEARNING APPLICATION 


178 




REPORTING AND STATISTICS 
APPLICATION 


180 




EVALUATION APPLICATION 


182 




SURVEILLANCE APPLICATIONS 


184 




AUTOMATIC SCHEDULER 
APPLICATION 


186 



FIG. 8B 

188 

c=^ 

BUSINESS LAYER 



ANALYSIS MODULE 



FIG- 8C 



